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DIRECT TESTIMONY ON REHEARING OF
STEPHEN J. WAKEN

PLEASE STATE YOUR NAME AND BUSINESS ADDRESS.

My name is Stephen J. Waken. My title is Executive Director — Operations
Support Systems Strategy and Planning. | am employed by SBC Management
Services, Inc., and work at 530 McCullough, Room 3-A-5, San Antonio, Texas

78215.

DESCRIBE YOUR OCCUPATION AND EDUCATIONAL

BACKGROUND.

| have a Bachelor of Science degree in Electrical Engineering from Oklahoma

State University.

| obtained full-time employmert with Southwestern Bell Telephone Company in
1980. Since that time | have held a variety of management positions in Network
Engineering and Operations. Specific assignments include the following: Specia
Services Engineering, Detailed Equipment Engineering, Customer Network
Engineering, Long Range Technical Planning, Circuit Provisioning and Network

Operations Staff.

| have held several positions in the area of network operations systems planning
and architecture, including development of the long distance customer care,

billing, and network management applications. | also worked in international
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assignments in Mexico and the United Kingdom to develop systems strategies and

business plans.

Q. DESCRIBE YOUR CURRENT RESPONSIBILITIES.

A. My current responsibility involves work program planning and systems

architecture for applications used by the SBC 13-state wireline operation. My
organization works with subject matter experts to identify new business needs,
then recommend changes to the existing systems architecture that will
accommodate those needs. We also recommend prioritization that take into

account business, customer and regulatory aspects.

Q. HAVE YOU EVER TESTIFIED BEFORE THISCOMMISSION?

A. No.

“Beek-Sfee-Systems—or-B6S: | will provide testimony concerning the types of

information contained in Ameritech Illinois’ back office systems and some of the

broad capabilities of those systems. Mty-testimony-cemenstratesthet-tshg
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There are more than one hundred centrally managed, and many more local, back
office systems in use at Ameritech Illinois today. The following are considered
back office systems. ARES, LEAD/LEIS, LFACS/FACS, LMOS, MARCH,
PLAN, SOAC, SWITCH/FOMSFUSA, TIRKS, WFA/C, WFA/DI, and

WFA/DO systems.
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Q. DESCRIBED THE INFORMATION CONTAINED IN BACK OFFICE

SYSTEMS.

A. Each BOS has many types of information, depending on its specific purpose.

Ameritech Illinois creates this information during the construction, management
and activation process. Any information that is available and required is given to

the OSS as Ameritech Illinois and its Customers identify the need for it.

Specific types of information contained in back office systems include:
Inventory of services from al retail and wholesale customers

Inventory of network elements and their specific usage
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History of service, trouble and maintenance activities

Work load of individua centers and technicians

Q. CAN AMERITECH ILLINOIS CUSTOMERS OBTAIN INFORMATION

THAT ISIN THE BACK OFFICE SYSTEMS?

A. Yes. Ameritech Illinois often provides information from its back office systems

to its customers and other interested parties. One of the primary functions of
Ameritech Illinois OSS interfaces such as Datagate and Verigate is to assimilate
information from the various back office systems, then present it in a manner
suitable for customer use. Ameritech Illinois gives this information to both
wholesale and retail customers as part of the service or product purchased.
Ameritech Illinois also provides information from its back office systemsto

regulatory agencies, e.g., service results.
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CANALL AMERITECH ILLINOISEMPLOYEESACCESSALL OF THE

BACK OFFICE SYSTEMS?

No. Ameritech Illinois has strict guidelines that permit employees to access only
those systems required to perform their assigned duties. Accessis granted only
by virtue of the employee’'s job position or with explicit individual approval by
management. In many instances, Ameritech Illinois does not allow direct access
to back office systems from non-company locations in order to protect the
security of the network. Attachment A to my testimony, entitled “SBC
Communications Inc. Information Security Policy”, clearly communicates

Ameritech Illinois position to all SBC employees.

Examples of employees who have direct access to an Ameritech Illinois back
office system include the following:
Outside Plant Engineering clerk. Employees holding this position would have
access to ARES to perform a manual loop makeup at the request of a CLEC.
As described in the testimony of Mr. Mark Welch, an Ameritech Illinois
Engineering clerk performs a manual loop qualification when the mechanized
loop qualification process is unable to return loop make-up information. Itis
important to note, however, that an OSP Engineering clerk would not have
access to the service order system.
A FACS clerk. An employee holding this position loads cable inventory into
LFACS from an engineering work order. A FACS clerk, however, would not

have direct access to the ARES system.
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An assignment specialist. An employee holding this position accesses SOAC
and LFACSto assign pairsto an order. If the assignment specialist has a
problem making the assignment, he/she would send it to the OSP Engineering

group to resolve it.

| should note that, although certain employees have direct access to certain back
office systems, it is highly unlikely, and in fact is contrary to company security

guidelines, that any one Operations employee would have direct access to all back

office systems.
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Q. QUESTION NO. 9 OF COMMISSIONER SQUIRES QUESTIONS
STATES:

PLEASE LIST ALL SYSTEMSYINTERFACESINCLUDED WITHIN
AMERITECH-ILLINOIS OSSSYSTEM [Il.E., PREORDER, ORDER,
PROVISIONING, MAINTENANCE/REPAIR, AND BILLING]. PLEASE
INCLUDE IN THISLIST THE FOLLOWING FACTORS PERTAINING
TO THESE SYSTEMS.

A) A DETAILED DESCRIPTION OF THE INFORMATION
INCLUDED WITHIN THESE SYSTEMS, DENOTING THE
INFORMATION THAT ISPROPRIETARY IN NATURE;

B) THE SIMILARITIESAND DIFFERENCESBETWEEN
PROVIDING “DIRECT ACCESS’ TO THE FUNCTIONS OF OSS
ASOPPOSED TO EDI OR GUI ACCESSTO THOSE
FUNCTIONS? FOR EXAMPLE, WHAT INFORMATION OR
BENEFITSWOULD DIRECT ACCESS PROVIDE THAT EDI OR

GUI ACCESSWOULD NOT? OF THISINFORMATION, PLEASE
JUSTIFY WHAT ISNEEDED VIA DIRECT ACCESS AND WHY?
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| also have attached to my testimony as Attachment C two examples of the actual
screens a CLEC could view with direct access to Ameritech Illinois back office
systems. | did not directly access any back office system to obtain this
information. Rather, | was given special authorization to obtain this information
for the express purpose of using it in this testimony and the information was given
to me by each of the Ameritech Illinoisindividua back office system
administrators. These screens demonstrate the highly proprietary nature of the

information CLECs could obtain through direct access to back office systems.

Example 1 is from the Loop Maintenance and Operations System, or LMOS.
This back office system contains customer, network and service information to
permit an outside technician to access and repair a customer’s service. Asthe
example shows, a CLEC with direct access to LMOS would be able to view
information about the customer, whether the number is published or non
published, detailed information about their local service, who provides their long

distance service, and information that describes how to access their line outside of

the customer’s location. AsmrertechHinetsprotectsthrs+rfermettoreat-the
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Example 2 shows how direct access to LFACs would allow CLECs to use
information for marketing purposes. With direct accessto LFACs a CLEC could
view all of the servicesin acable facility at a particular customer location and
other locations served by that cable route. By using this information, a CLEC can

generate asales “cal list” for all Ameritech Illinois customers on that cable route.
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Q. HOW DO YOU RESPOND TO PART B OF COMMISSIONER SQUIRES

QUESTION, WHICH ASKS FOR AN EXPLANATION OF THE
SIMILARITIESAND DIFFERENCES BETWEEN PROVIDING “DIRECT

ACCESS’ TO THE FUNCTIONS OF OSS AS OPPOSED TO EDI OR GUI

ACCESSTO THOSE FUNCTIONS?
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Electronic Data Interchange, or EDI, refers to the capability of an OSSto
electronically exchange information with a customer CLEC computer system.
SBC participates in a number of industry forums (Ordering and Billing Forum,
CLEC Collaboratives, etc.) to define those interfaces in a manner that allows the

systems to communicate with each other quickly and efficiently.
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WHY DOESAMERITECH ILLINOISUSE GATEWAYS?

Ameritech Illinois designs OSS in a manner that helps the CLECs quickly and
easily accessinformation. OSS keep track of where the information is located in
the back office systems and the format of that information. The OSS retrieve the
information from several back office systems and providesit to the CLEC.
Mechanizing these steps eliminates the need for gateway users to know which
back office system stores certain information and the format of the information in

each system.

To be more specific, if a CLEC did not use an OSS to obtain relevant information,
it would have to access multiple back office systems in order to obtain the same
information. As explained by Mr. Mitchell, the CLEC would have to exit the
back office system, enter an OSS gateway to create an LSR, trandate the
information obtained from the back office system into the correct ordering format,
and manually insert that information in a newly created L SR—a very time-

consuming set of tasks.

In sum, OSS provide a published interface to the customer CLEC that enables the
user to initiate a single transaction to generate a loop make-up request. The Loop
Qualification Gateway is responsible for initiating individual transactions to each

of the Back Office Systems in their internal format and language. The Loop

Qualification Gateway will receive the information back from each system,

1083125060401 1336C 17
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format it into a single screen or transaction, then send it back to the Customer

CLEC.

PLEASE EXPAND ON YOUR STATEMENT THAT DIRECT ACCESS
WOULD REQUIRE CLECSTO MAKE INQUIRIESIN SEVERAL
DIFFERENT BACK OFFICE SYSTEMSIN ORDER TO OBTAIN LOOP

QUALIFICATION INFORMATION.

As my earlier diagram demonstrates, loop qualification information is contained
in several different back office systems. Absent use of Ameritech Illinois OSS, a
Customer CLEC wishing to obtain loop qualification information would be forced
to make a manual inquiry in each of the back office systems that contains loop

qualification information.

This manual inquiry is the same manual loop qualification process that would be
performed by Ameritech Illinois engineering personnel for CLECs when the
mechanized process does not bring back the necessary loop qualification
information. As part of the agreed-upon loop qualification process, Ameritech
Ilinois engineering personnel often perform a manual loop make-up for a CLEC
using the individual back office systems. Based on recent samples, this operation
typically requires fifteen to twenty minutes. Using the same samples, SBC has
designed the Loop Qualification system to return identical results to the
requesting CLECs in 120 seconds or less, and that information is return in the

proper format for use in the LSR.
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Q. PLEASE EXPAND ON YOUR STATEMENT THAT GATEWAYS

ACCUMULATE INFORMATION FASTER THAN DIRECT ACCESSTO

BACK OFFICE SYSTEMS.

A. Back Office Systems are not subject to the same availability ard response time

requirements of OSS. Where an OSS may be designed to provide avery rapid
response time for the Customer CLEC, a BOS is not guaranteed to respond in the
amount of time needed by a service representative while talking to a customer.
As noted above, accessing back office systems can take as long as fifteen to

twenty minutes, while access to information via the Loop Qual gateway is

designed to take a maximum of only 120 seconds.

1083125 060401 1338C 20


Stephen P Bowen

Stephen P Bowen


18

19

20

21

22

23

Ameritech IllinoisEx. _ (Waken)
Docket No. 00-0393

Q. DOESAMERITECH ILLINOISUTILIZE GATEWAYSFOR ITSOWN
USE?
Yes. For many of the reasons described above, Ameritech Illinois internally uses
Gateway technologies when offering customer network management services to
our retail and wholesale customers. It has proven over time to be an effective way
to create and maintain software applications that require the use of multiple Back
Office Systems. We have also found that trandating some of the arcane codes
used in the back office systems to a standardized format reduces training time and

helps make the users more productive.
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Q. DOESTHIS CONCLUDE YOUR DIRECT TESTIMONY ON

REHEARING?

A. Yes.
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